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4. CTI discovered that miscellaneous human error resulted in overpayments of $22,473.
BCBSUW states that they have corrected these errors and shared the errors with the
applicable examiner for educational purposes.  They are also preparing further examiner
training.  Staff will assure that recovery of claims paid in error is pursued and resolved
to the best available outcome.

5. CTI used the audit results to calculate BCBSUW�s performance in accordance with the
definitions found in the contract.  They present those in their report.  BCBSUW questions the
results of CTI�s calculation and lists circumstances that alter the result, and raise the level of
compliance.  BCBSUW states that they will work towards improvement on their service
levels for the State.  Staff will analyze the formulas used by BCBSUW to self-report, to
ascertain if BCBSUW should change the formula in future reporting.
♦ The performance measure on resolving all written inquiries within an average of 12

calendar days was misinterpreted by BCBSUW. On a going-forward basis the evaluation
of the written inquiry performance measure will be followed appropriately.  Staff will
work with BCBSUW on the reporting of this measure.

♦ BCBSUW self-reports the level of achievement for all performance guarantees, and in
2000 and 2001 they reported that they did not achieve all standards, and paid applicable
penalties.

6. CTI recommends the creation of a Quality Team to oversee follow-up activities.  Staff  will
work with BCBSUW to create such a team and will update the Board periodically on
their progress.
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